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Complaint Tracking for AR {06/01/2006-05/31/2007). Total Customer Contacts: 9

Date of Compil.

Nature of Complaint

Date of Resolution

Explanation of Resolution

05/22/07 AR VCO user complained that while placing a phone call via relay 05/22/07 Apologized and entered Trouble Ticket. Customer did not request
the operator and outbound party could not hear her. follow up. Technician addressed the issue and the problem was
resolved
EEEEEE———— T — N - - — -

04/23/07 Disconnect/Reconnect during calls 04/23/07 Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might cccur and sent email with tips to
reduce occurrence.

T ——— T

03/01/07 Disconnect/Reconnect during calis 03/01/07 Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnectionireconnection might occur and sent email with tips to
reduce occurrence.

01/04/07 Customer VCO brand not showing. 01/04/07 Apologized for the problem and opened Trouble Ticket, Follow-up

required for problem resolution. Made multiple test calls. It came in
VCO every time. No record of customer contact available so no
further follow up action.

T




7

[AR VCO customer branding is gone when calling through SC center.

01/04/07

olagized and opened Trouble Ticket, Follow up requesied. This
number is showing up in ANLDAT as VCO. Referred to tech for
resolution

Voice cailer said the operator was rude and yelled at her to siow
down instead of just saying "one moment pls” - then the operator
yelled that she wasn't yelling. Also used VCO bridge improperly -
opened VCO bridge while voice user was talking (did not wait for the
GA) and opened VCO bridge while voice user had them on hold - so
IVCO user was talking to dead air. GA.

10/20/06

Supervisor met with agent and agent demonstrated knowledge of
VCO procedures. However, agent was coached on the importance o
demonstrating & warm and friendly demeanor when speaking with
customers. No follow up requested.

06

Captions lag too far behind voice

08/01/06

Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
lshared with appropriate captioning service staff. Suggested
customer document date, time and CA number for future feedback.

Customer stated this agent dialed 800 number and said "busy".
Customer had to ask for REG 800.

06/29/06

Supervisor apologized for the inconvenience and assured this would
be forwarded lo appropriate supervisor. Foliow up requested via
ermail provided. Supervisor met with agent and coached agent on
proper Reg 800 procedures. Agent understood Follow up email sent
to the customer 6/29/06.




06/13/06

[Accuracy of captions

06/13/06

JO_.__mno_._._m_. shared feedback regarding accuracy of captions and
captioning speed. Apclogized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff.
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Complaint Tracking for AR Bm\o‘:moom-om\m,:mood. Total Customer Contacts: 9

Date of Comp!. [Nature of Complaint

Date of Resolution _mnv_m:mﬂ_os of Resolytion

05/22/07 AR VCO user complained that while placing & phone call vi
the operator and outbound party could not hear her,

a relay

05/22/07

Apologized and entered Troubl

o Ticket. Customer did not request

follow up. Technician addressed the issue and the problem was

resolved

e —————— -
04/23/07 Disconnect/Reconnect during calls

04/23/07

CapTel phone and a trad itional

reduce occurrence.

Sent customer information explaining the difference between a

phane. Explained to customer why

disconnection/reconnection might oceur and sent email with tips to

03/01/07 Disconnect/Reconnect during calls

03/01/07

CapTel phone and g traditional

reduce occurrence.

Sent customer infarmation explaining the difference between a

phone. Explained to customer why

Q_moo__._smn:o:\_.moo_._:mﬂ_.o: might occur and sent email with tips to

01/04/07 Customer VCO brand not showing.

01/04/07

Apologized for the problem and
iequired for problem resolution.
VCO every time. No record of c
further follow up action.

Openad Trouble Ticket. Foltow-up
Made multiple test cails. |t came in
ustomer contact available S0 no




/07 mco customer branding is gone when calling through SC center. 01/04/07 Apologized and opened Trouble Tickel Follow up requested, This
number is showing up in ANI.DAT as VCO. Referred to tech for
resolution

beG #Voice caller said the operator was rude and yelled at her to slow 10/20/06 Supervisor met with agent and agent demonstrated knowledge of

down instead of just saying "one moment pls" - then the operator VCO procedures. However, agent was coached on the importance off
yelted that she wasn't yelling. Also used VCO bridge improperly - demonstrating a warm and friendly demeanor when speaking with
opened VCO bridge while voice user was talking (did not wait for the customers. No follow up requested.

GA) and opened VCO kridge while voice user had them on hold - so

VCO user was talking to dead air GA.

1106 Captions lag too far behind voice 08/01/06 [Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff. Suggested
customer document date, time and CA number for future feedback.

06 Customer stated this agent dialed 800 number and said "busy". 06/29/06 Supervisor apologized for the inconvenience and assured this would

Customer had to ask for REG 800.

be forwarded to appropriate supervisor. Follow up requested via
email provided. Supervisor met with agent and coached agent on
proper Reg 800 procedures. Agent understood Follow up email sent
to the customer 6/29/06.




[Accuracy of captions

06/13/06

Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff.




Complaint Tracking for AR (06/01/2006-05/31/2007). Total Customer Contacts: 9

Date of Compl.

Nature of Complaint

Date of Resolution

Explanation of Resolution

0522107

AR VCO user complained that while placing a phone call via relay
the operator and outbound party could not hear her.

052207

Apologized and entered Trouble Ticket. Gustomer did not request
follow up. Technician addressed the issue and the problem was
resoived

04/23/07

——

Disconnect/Reconnect during calls

04/23/07

Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips to
reduce occurrence.

03/01/07

Disconnect/Reconnect during calls

03/01/07

Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnectionfreconnection might occur and sent email with tips to
reduce occurrence.

01/04/07

Customer VCO brand not showing.

01/04/07

Apologized for the problem and opened Trouble Ticket. mo__osrcu
required for problem resolution. Made multiple test calls. It came in
VCO every time. No record of customer contact availabie 5o no
further follow up action.




AR VCO customer branding is gone when calling through SC center.

01/04/07

[Apologized and opened Trouble Ticket. Follow up requested. This
number is showing up in ANI.DAT as VCO. Referred to tech for
resolution

\Voice caller said the operator was rude and yelled at her to slow
down instead of just saying "one moment pis" - then the operator
yelled that she wasn't yelling. Also used VCO bridge improperly -
opened VCO bridge while voice user was talking (did not wait for the
|GA) and opened VCO bridge while voice user had them on hold - so
VCO user was talking to dead air. GA.

10/20/06

Supervisor met with agent and agent demonstrated knowledge of
VCO procedures. However, agent was coached on the importance off
demonstrating a warm and friendly demeanor when speaking with
customers. No follow up requested.

|Captions lag too far behind voice

08/01/06

Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff. Suggested
customer document date, time and CA number for future feedback.

Customer stated this agent dialed 800 number and said r'.l;usy".
JCustomer had to ask for REG 800.

06/25/06

Supervisor apologized for the inconvenience and assured this would
be forwarded to appropriate supervisor. Follow up requested via
email provided. Supervisor met with agent and coached agent on
proper Reg 800 procedures. Agent understood Follow up email sent
$to the customer 6/29/06.




06/13/06

Accuracy of captions

06/13/06

Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff.




Complaint Tracking for AR (06/01/2006-05/31/2007). Total Customer Contacts: 9

[Date of Compl

ﬂZmE..m of Compiaint

Date of Resolution _qu_m_._mmo_.. of Resclition

05722107 _>m VGO user complained that while placing a phone call via reiay 05122107 Apologized and entered Trouble Ticket, Gustomer did not request
the operator and outbound party could not hear her. folfow up. Technician addressed the issue and the problem was
resotved

04/23/07 Disconnect/Reconnect during calls 04/23/07 Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips to
reduce occurrence.

03/01/07 JCisconnect/Reconnect during calls 03/01/07 Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips to
reduce occurrence.

01/04/07 [Customer VCQ brand not showing. 01/04/07 Apologized for the problem and opened Trouble Ticket, Follow-up

required for problem resolution. Made multiple test calls. it came in
VCO every time. No record of customer contact available so no
further follow up action.
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AR VCO customer branding is gone when calling through SC center.

01/04/07

Apologized and opened Trouble Ticket. Follow up requested. This
number is showing up in ANLDAT as VCO. Referred to tech for
resolution

Voice caller said the operator was rude and yelled at her to slow
down instead of just saying "one moment pls" - then the operator
yelled that she wasn't yelling. Also used VCO bridge improperly -
opened VCO bridge while voice user was talking (did not wait for the
GA) and opened VCO bridge while voice user had them on hold - so
VCO user was talking to dead air.GA.

10/20/06

Supervisor met with agent and agent demonstrated knowledge of
VCO procedures. However, agent was coached on the importance ofj
demonstrating a warm and friendly demeancr when speaking with
customers. No follow up requested.

JCaptions lag too far behind voice

08/01/06

Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff. Suggested
customer document date, time and CA number for future feedback.

Customer stated this agent dialed 800 number and said Fﬁusy",
Customer had to ask for REG 800.

06/29106

Supervisor apologized for the inconvenience and assured this would
be forwarded to appropriate supervisor. Follow up requested via
email provided. Supervisor met with agent and coached agent on
proper Reg 800 procedures. Agent understood Follow up email sent
to the customer 6/29/06




06/13/06

Accuracy of captions

0671 3/06

Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff.




Complaint Tracking for AR (06/01/2006-05/31/2007). Totaf Customer Contacts: 9

Date of Compt. —szE of Complaint Date of Resolution JExplanation of Resolution
05/22/07 AR VCO user complained that while placing a phone call via relay 05122/07 Apologized and entered Trouble ﬂox&. Customer did not request
the operator and outbound party could not hear her. follow up. Technician addressed the issue and the problem was

resolved

04/23/07 |DisconnectReconnect during calls 04123107 Sent custorner information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might occur and sent email with tips to
reduce occurrence.

03/01/07 Dﬁmooazmoqmmoo::mnﬁ during calls 03/01/07 Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why

f.moo::mﬂ_o:}mno::mn:.o: might occur and sent email with tips to

reduce occurrence.

01/04/07 JCustormer VCO brand not showing. 01/04/07 Apologized for the problem and opened Trouble Ticket. Follow-up

required for problem resolution. Made multiple test calls It came in
VCO every time. No record of customer contact available so no
further follow up action.




01/04/07 AR VCO customer branding is gone when calling through SC center. 01/04/07 Apologized and opened Trouble Ticket, Follow up requested. This
number is showing up in ANI.DAT as VCO. Referred to tech for
resolution

10/20/06 Voice caller said the operator was rude and yelied at her to siow 10/20/06 Supervisor met with agent and agent demonstrated knowledge of

down instead of just saying "one moment pls” - then the operator VCO procedures. However, agent was coached on the importance of]
yelled that she wasn't yelling. Also used VCO bridge improperly - demonstrating @ warm and friendly demeanor when speaking with
opened VCO bridge while voice user was talking (did not wait for the customers. No follow up requested.

GA) and opened VCO bridge while voice user had them on hold - so

VCO user was talking to dead air GA.

08/01/06 Captions lag too far behind voice 08/01/06 Custorner shared feedback regarding accuracy of captions and

captioning speed. Apologized for incidence and thanked customer
ffor the feedback and informed customer that the feedback would be

shared with appropriate captioning service staff. Suggested

custorner document date, time and CA number for future feedback.

06/29/06 Customer stated this agent dialed 800 number and said "busy”. 06/29/06 Supervisor apologized for the inconvenience and assured this would

Customer had to ask for REG 800.

be forwarded to appropriate supervisor. Follow up requested via
email provided. Supervisor met with agent and coached agent on
proper Reg 800 procedures. Agent understood Follow up email sent
to the customer 6/29/06.




06/13/06

Accuracy of captions

06/13/06

Customer shared feedback regarding accuracy of captions and
captioning speed. Apologized for incidence and thanked customer
for the feedback and informed customer that the feedback would be
shared with appropriate captioning service staff.




DOCUMENT OFF-LINE

This page has been substituted for one of the following;
o This document is confidential (NOT FOR PUBLIC lNSPECTlON)

- 0 An oversize page or document (such as a map) which was too large to be
scanned into the ECFS system.

) Microﬁ!m microform, certain photagraphs of videotape

o Other materials which, for one reason or another, could not be scanned |
into the ECFS system.

The actual document, page(s) or materials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference Information Centers) at 445 12™ Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemakmg number, document type and any other
relevant information about the document in order to ensure speedy retrieval by the

Information Technician
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